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GENEL TANIM / GENERAL DESCRIPTION

Ders Adi / Course Name

CUSTOMER RELATIONS MANAGEMENT / CUSTOMER RELATIONS MANAGEMENT

Ders Kodu / Course Code

SEC1652014839

Ders Tirii / Course Type

Ders Seviyesi / Course Level

Associate / Associate

Ders Akts Kredi / ECTS 3.00
Haftalik Ders Saati (Kuramsal) / 2.00
Course Hours For Week

(Theoretical)

Haftalik Uygulama Saati / Course 0.00
Hours For Week (Objected)

Haftalik Laboratuar Saati / Course 0.00

Hours For Week (Laboratory)

Dersin Verildigi Yl / Year

1

Ogretim Sistemi / Teaching System

Formal Education / Formal Education

Egitim Dili / Education Language

Turkish / Turkish

On Kosulu Olan Ders(ler) /
Precondition Courses

Yok

None

Amaci / Purpose

Bu derste konukla iletisimi saglamak ile ilgili yeterliklerinin kazandirimasi
amagclanmaktadir.

This course is aimed to gain competencies related to maintaining communication with
the guest.

igerigi / Content

Telefonla iletisim Faks ile iletisim E-posta Internette Sesli Ve Goriintiilii iletisim S6zli
iletisim Yazil iletisim Beden Dili Konugun Konaklama Tesisi igerisinde Karsilasabilecegi
Olagan Digi Durumlar ve Gézumleri Konuk Tipleri ve Davraniglarn Konuk Sikayetleri Konuk
isteklerinin, Sikayetlerinin Alinmasi

Contact by Phone, Contact by Fax, e-mail, Internet voice and video communication,
Oral Communication Written Communication, Body Language, Inside guest
accommodations may encounter Extraordinary Situations and Solutions, Guests
Types and Behaviors, Guest requests, the Complaint Received

Onerilen Diger Hususlar / Yok None
Recommended Other

Considerations

Staj Durumu / Internship Status Yok None

Kitabi / Malzemesi / Onerilen
Kaynaklar / Books / Materials /
Recommended Reading

Miisteri iliskileri Yénetimi - Detay Yayincilik
Dog. Dr. Mehmet Bas

Dog. Dr. Metehan Tolon

Yrd. Dog. Cemalettin Aktepe

Miisteri iliskileri Yénetimi - Detay Yayincilik
Dog. Dr. Mehmet Bas

Dog. Dr. Metehan Tolon

Yrd. Dog. Cemalettin Aktepe

Ogretim Uyesi (Uyeleri) / Faculty
Member (Members)

Ogr. Gér. Nagehan Aydin San




OGRENME GIKTILARI / LEARNING OUTCOMES

iletisim araglarini kullanabilir You can use the communication tools

Etkili iletisim kurabilir You can communicate effectively

Olagan disi durumlara goére davranir behave according to the extraordinary situation
Konuklarla iletisim kurabilir You can communicate with the guest

HAFTALIK DERS ICERIGi / DETAILED COURSE OUTLINE

217




Hafta / Week

Ogretim Yontem ve

Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Techniques
1 Telefonla iletisim kurallari,Faks ile iletisim kurallari
Protocols by phone, Protocol with Fax
. . gretim Yont .. _—
Teorik Dersler / Theoretical Uygulama Lab '(I:')gl:ﬁi;(?;ri/(?l'r;:cmi\rgz Methods On Hazirlik / Preliminary
Techniques
2 E-posta ile iletisim, internette sesli ve gériintiilii iletisim
Contact by email, Voice and video communication on the Internet
Teorik Dersler / Theoretical Uygulama Lab ?g;ﬁiﬁ:ﬁgtsgig Methods On Hazirlik / Preliminary
Techniques
3 S6zli iletisimin dnemi ve tlrleri,Konusma dilini ve mimikler
The importance of verbal communication and types, Speech,
language and facial expressions
. . Ogretim Yont - _
Teorik Dersler / Theoretical Uygulama Lab Tgl:ﬁill(rlgri/?rgsgig Methods On Hazirlik / Preliminary
Techniques
4 Yazili iletisim tiirleri,Resmi-Ozel yaz tirleri
Written communication types, official-Special Types of writing
gretim YO "
Teorik Dersler / Theoretical Uygulama Lab Ogretim Yontem ve On Hazirlik / Preliminary

Teknikleri/Teaching Methods
Technigues

5 Beden dilinin dnemi-teknikleri

The importance of body language and technical
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Ogretim Yontem ve

Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Techniques
6 Konugun konaklama tesisi disinda karsilasabilecegi olagan disi
durumlar
May face extraordinary circumstances outside the guest
accommodations
. . Ogretim Yontem ve = .
Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Technigues
7 Konugun konaklama tesisi disinda karsilasabilecegi olagan disi
durumlar ve ¢6zim yollari
Guests can experience the extraordinary circumstances beyond the
accommodations and solutions
. . Ogretim Yont - .
Teorik Dersler / Theoretical Uygulama Lab Tgl:ﬁill(l?;ri/s)rgsgiﬁz Methods On Hazirlik / Preliminary
Techniques
8 Bahge ve Cevre Dekorasyon Hizmetleri
midterm exam
gretim YO "
Teorik Dersler / Theoretical Uygulama Lab 'Cl')glzﬁmqeri/(')l'gt:cr:?\i\r,lz Methods On Hazirlik / Preliminary
Technigues
9 Mudahale edilmesi mimkin olmayan durumlan bilir,yapiimasi
gereken islemler
Knowing is not possible to state intervention, operations to be
performed
. . Ogretim Yoéntem ve x .
Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Techniques
10 Konuk tiplerinin karakter 6zellikleri
Character traits of the guest type
. . gretim Yont N -
Teorik Dersler / Theoretical Uygulama Lab '?eglzﬁill(r;;ri/(?rr;aeg;i\r/\z Methods On Hazirlik / Preliminary
Techniques
11 Konugun davranis sekilleri

Guests of the behavioral patterns
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Ogretim Yontem ve

Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Techniques
12 Konuk sikayetlerini alma yontemlerini bilir.
Getting to know the method guest complaints
. . Ogretim Yontem ve = .
Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Technigues
13 Konuk sorunlarinin ¢ézim yéntemleri
Guests problem solving methods
. . Ogretim Yoéntem ve . o
Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Techniques
14 Konuk istek ve sikayetleri karsilama sekilleri
Guests are welcome requests and complaints forms
gretim YO "
Teorik Dersler / Theoretical Uygulama Lab 'Cl')glzﬁmqeri/(')l'gt:cr:?\i\r,lz Methods On Hazirlik / Preliminary
Technigues
15 Konuk istek ve sikayetlerini istatistiki verilere déniistirme
Guest requests and complaints on statistical data conversion
. . Ogretim Yoéntem ve x .
Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Techniques
16 Yil Sonu Sinavi

Year Final Exam
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DEGERLENDIRME / EVALUATION

Katki Yiizdesi /

amber | ghereiage o
Ara Sinav / Midterm Examination 100
Toplam / Total: 100
Basar Notuna Katki Yiizdesi / Contribution to Success Grade(%): 40

Sayi /
Number

Katki Yuzdesi /
Percentage of
Contribution (%)

Final Sinavi / Final Examination 100
Toplam / Total: 100
Basari Notuna Katki Yiizdesi / Contribution to Success Grade(%): 60

Etkinliklerinin Basar Notuna Katki Yiizdesi(%) Toplami / Total Percentage of Contribution (%) to Success Grade: 100

Degerlendirme Tipi / Evaluation Type:

iS YUKU / WORKLOADS
Siiresi | Toplam Is Yiikii
. Sayi/ (Saat) / (Saat) / Total

ShauliE: o eees Number | Duration Work Load

(Hours) (Hour)
Ara Sinav / Midterm Examination 1 1.00 1.00
Final Sinavi / Final Examination 1 1.00 1.00
Derse Katilim / Attending Lectures 14 2.00 28.00
Makale Kritik Etme / Criticising Paper 1 6.00 6.00
Ara Sinav igin Bireysel Calisma / Individual Study for Mid term Examination 6 2.00 12.00
Final Sinavi igiin Bireysel Calisma / Individual Study for Final Examination 6 2.00 12.00
Toplam / Total: 29 14.00 60.00

Dersin AKTS Kredisi = Toplam is Yiikii (Saat) / 30.00 (Saat/AKTS) = 60.00/30.00 = 2.00 ~ 2.00 / Course ECTS Credit = Total Workload (Hour) / 30.00 (Hour / ECTS) = 60.00 / 30.00 = 2.00 ~ 2.00
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PROGRAM VE OGRENME CIKTISI / PROGRAM LEARNING OUTCOMES

Ogrenme Ciktllan / Program Ciktilari / Program Outcomes
Learning Outcomes 1111211 (212311 |3.1.2 321331341342

1.iletisim araglanini kullanabilir /
You can use the 4 5 2 1 5 4 5 2 2
communication tools

2.Etkili iletisim kurabilir / You
can communicate effectively

3.0lagan disi durumlara goére
davranir / behave according to 4 5 2 1 5 4 5 2 2
the extraordinary situation

4. Konuklarla iletisim kurabilir /
You can communicate with the 4 5 2 1 5 4 5 2 2
guest

Katki Dlzeyi / Contribution Level : 1-Cok Duistik / Very low, 2-Diisiik / Low, 3-Orta / Moderate, 4-Yuksek / High, 5-Cok Yiiksek / Very high
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